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November 13, 2020 

 
 

The Honorable Richard L. Saslow, Senate of Virginia 
The Honorable L. Louise Lucas, Senate of Virginia 
The Honorable Jeion A. Ward, Virginia House of Delegates  
The Honorable Patrick A. Hope, Virginia House of Delegates 
The Honorable Mark Sickles, Virginia House of Delegates 
The Honorable Keyanna Conner, Secretary of Administration 

 
Subject:  Report of the State Health Benefits Ombudsman 
 
The Code of Virginia, §2.2-2818, specifies that the Ombudsman charged with 
promoting and protecting the interest of covered employees under the state’s health 
plan shall “report annually on his activities to the standing committees of the General 
Assembly having jurisdiction over insurance and over health and the Joint Commission 
on Health Care by December 1 of each year.” 

 
Attached for your review and consideration is the report prepared and submitted in 
response to this requirement. 

 
Respectfully, 

 
 
 
 

Emily S. Elliott 
Director 
Department of Human Resource Management 

 
 
 
cc: Executive Director, Joint Commission on Healthcare    
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ANNUAL REPORT ON  
OMBUDSMAN ACTIVITIES & SERVICES  

FISCAL YEAR 2020 
 

EXECUTIVE SUMMARY 
 
This annual report on the activities of the Ombudsman for the Office of State and Local Health 
Benefits Programs (OHB) covers the period from July 1, 2019 through June 30, 2020.  During 
this fiscal year, the Ombudsman’s team helped to resolve issues encountered by employees, 
retirees and their covered dependents involving access and eligibility for health care under the 
Commonwealth’s Health Benefits Program. As part of its responsibilities, the team assisted 
covered members in understanding their benefits, as well as their rights, and the processes 
available through the program. The team also guided covered members in the utilization of 
available health plan resources. 
 
In fiscal year 2020, the Ombudsman’s team handled 10,102 requests for assistance or complaints 
(cases) and reviewed 105 formal appeal requests. In an effort to maximize the accessibility and 
effectiveness of the Health Benefits Program, the team continues to: 
¶ resolve issues and solve problems in a timely manner; 
¶ analyze issues, identify emerging trends and work to correct systemic issues; and 
¶ update policies and provide meaningful communication to our customers.  

 
Key initiatives and projects managed during the fiscal year include:  
 
Health Benefits Premium Holiday – Participants in the State Health Benefits Program were 
awarded a premium holiday for the month of October 2019. Working with the Department of 
Accounts (DOA), the Virginia Retirement System (VRS) and the health plan vendors, the 
guidelines and procedures to implement the $0 premium for employees, retirees and state 
agencies were developed. In addition, the Ombudsman’s team handled questions and concerns 
related to the holiday. 
 
Prescription Drug Explanation of Benefits - In response to a budget amendment to improve 
transparency in pharmacy costs, the State Health Benefits Program implemented the production of 
explanation of benefits (EOB) for outpatient drug coverage.  The EOBs, which are the first in the 
health care industry, are available upon request by members in the self-insured state health plans.  
 
State Health Program and COVID-19 - With the onset of the COVID-19 pandemic, DHRM 
provided guidance to agencies and employees on multiple benefit and policy topics.  The Office 
of Health Benefits provided guidance on existing policies and services based on the changes to 
the “normal” health care environment and the transition to telework and virtual schooling.  
Members in our health plans and in the flexible spending accounts were provided with additional 
benefits to assist them during the time of the pandemic.   Health and Flexible Benefits 
information that included Questions and Answers about health plan services and flexible 
spending account (FSA) participation and claims, developed by the Office of Health Benefits, 
were distributed and posted to the DHRM website 
 


